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ABSTRACT

Traditional instructional methodology using lecture, visual aids and so forth may not be the most
effective for instructing adult learners. Fire officers who instruct classes usually don’'t have formal training
as teachers and often fail to make the materials interesting enough for adults. The problem is that classes
instructed by fire officers are not well received by fire personnel which leads to diminished training results
and wastes time.

The purpose of this research was to find more effective instruction techniques that could be used by
fire officers. The following research questions were answered:

1. Isthere aneed for a different instructional methodology for in-house training a Spokane Valley Fire
Department?

2. Isthere significant difference between teaching adults and teaching youthful learners?

3. What are the most effective techniques for instructing fire personnel a Spokane Valley Fire
Department?

4. Can nonprofessional educators (fire officers) effectively use new methodology to instruct classes?

The procedures used included surveying personnel to identify attitudes toward training, a literature
review focusing on adult education methodology and facilitation techniques from 1980 to 1998, and
comparing actual classes taught traditionally against facilitated discussions. The research found
dissatisfaction with classroom training largely directed toward lay instructors. There was considerable
evidence that facilitation as a teaching methodology was more acceptable to adults. With proper training and
practice, that technique could be used by fire service instructors to improve training outcomes.

It is recommended that this department hire professional facilitators to train and evaluate officers
instructing classes until sufficient experience has been gained. The expense of this instructor training should

be returned in the form of better trained personnel and improved morale.
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INTRODUCTION

For decades the fire service has been supplementing functiona “hands-on” training with additiona
training in the classroom setting. This classroom training presented in the traditiona way of lecture,
visud ads, and so forth may not be the most effective methodology for ingtructing adult learners. In
most cases, training classes have been ingtructed by fire officerswho have a |east a good working
knowledge of the subject matter, but who are not professional teachers. In many cases they have not
had the ability to capture their audience or to make the materids interesting enough for adult learners.

The problem isthat classesingructed by fire officers are not well received by adult fire personnel
which leads to diminished training results and an ineffective use of precioustime.

Asthe fire service has become more sophisticated and more technical, we have explored new and
better methods of training on the drill ground such as* coaching” (see Firehouse / Jan. 1993) and
“training in context” (see Fire Chief / Mar. 1998), but we have given little or no attention to updating the
methods used in the classroom.

The purpose of this research was to find more effective ingtruction techniques for fire officerswho
are ingtructing adult personne and to determine how those techniques could be utilized by Spokane
Valley Fire Department. Historical research was used to identify trendsin adult education from 1980 to
1998. Thiswas supplemented by descriptive and evauative research to assess employee satisfaction
with current training classes and to evauate the effectiveness of using facilitation instead of lecture
methodology. The following research questions were answered:

1. Isthereaneed for different ingructiona methodology for in-house training classes a Spokane

Valley Fire Depatment?



2.  Isthereadgnificant difference between teaching adults and teaching youthful learners?

3. What are the mogt effective techniques for ingtructing fire personnd a Spokane Vdley Fire

Departmert in the classroom?

4.  Cannonprofessond educators (fire officers) effectively use new methodology to instruct classes?

BACKGROUND AND SIGNIFICANCE

The Spokane Vdley Fire Department (SVFD) isafully paid department with 134 total personnel
serving a primarily suburban fire didrict that includes some heavy industry as well as some rurd area.
Forty years ago the training program consisted of a newly-hired employee riding dong with aveteran
for one day and then being assigned to an gpparatus by himsdlf. There was no actud training officer or
training program. (Jdm Kedling, retired battaion chief, persona communication, June 1, 1998). Asthe
community and the department grew, the staffing improved and the training became more extensive.
Twenty-five years ago, new recruits were put through a five-week academy taught by various company
officers. Thetraining program for recruits aswell as ongoing training for al personnd was controlled by
the training officer, who was the junior battalion chief. Thiswas not aways someone who was actudly
interested in training, but was a required step to advance to the position of line battalion chief.

During the last twenty-five years, as the fire service took on more respongbilities, like EMS,
hazardous materials response, technica rescue, and so on, aneed for both ongoing and specialized

training was recognized. Officers were sent to outside training and seminars, with the expectation that
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the training would be brought back and passed on the rest of the department personnel. However, the
training did not tend to trickle down to the rest of the department. The officers who were trained were
not aways cgpable teachers and classes were not scheduled to pass the information dong. Sending a
sgnificant number of personnd directly to outside training classes proved cost prohibitive. Another
gpproach that was tried was to send officers to classes in instruction methodology. This aso proved
ineffective because the classes offered were sporadic and it was |eft up to the individua officersto track
their own progression of curriculums. An individua lieutenant might take classes one, two, and Sx ina
series of eight.

In 1993, the department findly recognized the need to have training headed by someone who was
actudly motivated and dedicated to training and created a new position of division chief of training,
assigted by atraining officer. This approach has been effective, and the training program has
blossomed. 1n 1998, recruits went to a regiond training academy that took thirteen weeks and an
annud training calendar has been established, which fills the year with training and classes for the other
personnel. The classes are generally instructed by department officers of various ranks, and individuds
who miss aclass are required to complete a make-up assgnment.

State and federd training requirements have been continually adding classes to the annua
caendar to the point of creating a perception that there is no longer enough time in the day to complete
al therequired training. This perception has been compounded by increases in darms and other duties,
such as company inspections, brought about by a growing population, as well as the department
providing additiona services. While persona observation indicates that there is still a sgnificant amount

of ungtructured time in the work day, even for the busiest companies, there has been growing unrest



directed toward the amount of time spent on training classes. Thiswas brought to the attention of the
adminigtration by becoming a recurring complaint presented in labor/management meetings and labor
negotiations. The issue involves the entire fire department, as even the chief officers have been assigned
acertain amount of required training by consensus of the adminidrative saff.

The effect of the perceived problem has been an impact on morae, and has led to poor
labor/management relations. There has been a growing reluctance to participate in training, and the
classes are becoming less and less effective, as some personnd only go through the mations and
participate minimally. If this problem is not resolved, the department can expect continued
labor/management problems, and the progress made in the training program will gradually erode away.

However, if the problem is addressed in future planning and is resolved, we should be able to expect an
improvement in training outcomes, improved morae, and better [abor/management relations.

The prognosis for finding a solution isgood. In a seeming contradiction, even while complaining
about the training requirements, the personnd fredy state that the training leve is the best it has ever
been and they fed that the training divison is doing agood job. The problem, then, seemsto bein the
class content or ddlivery. The solution being explored by this paper isthe identification of amore
effective training methodology for the ingtruction of fire personnel. This research rdaes directly to
module two of the Executive Planning course a the Nationa Fire Academy, which deals with project
leadership. The scope and substance of this research al'so comprise an ement of drategic planning in

that facilitating teamwork is an integra part of such planning.



LITERATURE REVIEW

The literature review for this project involved the examination of literature pertaining to adult
education methodology, student centered learning, and facilitating techniques. The research focused on
dterndive training techniques that could be used by lay ingructorsin the fire service.

Educators first suggested that adults, as learners, might be different from children in the 1920's.
There were various movements to address this concept, starting with group discussion in the 1930's.
The 1940's brought extensive use of audio-visua aids and presentations, largdly influenced by the
military training needs of World War 11. The 1950's saw the inception of human relations training,
programmed ingtruction, and community development techniques. Some ideas that came out in the
1960's are il familiar to us today, including change theory and organizationa development,
management by objectives, systemstheory, and others. In the 1970's we saw the introduction of
computer-assisted instruction, competency-based education, behavior modification, salf-directed
learning, contract learning, and more. None of those concepts were redly adopted by main stream
educators, however, and adult education continued to follow the familiar model of pedagogy. The
1980's brought refinement and combinations of the previous methodol ogies enhanced by interactive
televison, computer-based learning, mentorships, motivationa techniques, nomina group techniques,
and distance learning Srategies. Adult education wasfindly getting some serious attention from
academia as a separate discipline.

According to Cross, (1981) Mdcolm S. Knowleswas the first to give adult education a separate
name in this country (p.222). He introduced his theory of “andragogy” in the late 1970's, which he

defined asthe art or science of teaching adults. Knowles touted bresking away from the standard
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ingructional methodology when the learners are adults. “In aworld of accderating change learning must
be alifelong process. Therefore, schooling must be concerned with developing the skills of inquiry, and
adult education must be primarily concerned with providing the resources and support for salf-directed
inquiries.” ( Knowles, 1980, p.19). Knowles said that adults learn naturaly when not being taught.
They seek to learn new things and usualy seek out helpers who have not been trained as teachers.
“Frequently when they go to teachers, the teachersinterfere with their learning by subgtituting their own
pedagogica sequence of steps rather than flowing with the learners naturd sequence.” (p.42).
Knowles' theory was based on four basic assumptions about adult learners that distinguish them from
children. They can be summarized asfollows.

1. Sdf-Concept. Adults have a deep psychologica need to be sdf-directing. They resent and
resst Stuations that do not alow for salf-direction.

2. Experience. Adults have accumulated areservoir of experience that serves as aresource for
learning.

3. Readinessto learn. Adults become ready to learn things that they need to know to fulfill their
roll in society.

4. Orientation to learning. Adults have a problem-centered orientation to learning as opposed to
a subject-centered orientation.

Lee, (1998) noted that in 1984 Knowles added a fifth assumption; Adults are more motivated to
learn by interna factors, such asincreased self-esteem, than they are by externd rewards like pay raises
and promotions ( p.50). Building on those assumptions, much of the literature supported the theory that

teaching adults does need to be approached differently because adults are self-directed learners.
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“Adults need more flexible, participative, experience-based, problem-centered training.” (Feuer &
Geber, 1988. p.1).

Others have followed in Knowles footsteps and have dso identified characteristics of adult
learners that may affect the gppropriate methodology for indtructing adults. Traditiondly, adults have
generdly approached learning as volunteers. “They learn whatever they want to learn without faculty
committees determining whether or not it meets externally imposed standards, and there are no grades
or examinations to serve as rewards or punishments.” (Cross, 1981, p.228).

Severa studies (Justice, 1997; Kasworm, 1994; Knowles, 1980; Lee, 1998) emphasized the
importance of consdering the effect of adults life experience. While much of the informetion in the
literature that was directed toward adults could aso be gpplied equdly to youthful learners, it may be
more critica for the ingtructor to consder when the learners have life experience. For instance,
Kasworm pointed out that adults vaued a well-designed course, knowledgeable instructors who were
committed to the training, and supportive classroom relationships, aong with the opportunity for
persona interaction with the faculty (p.145). Kasworm aso reported, “Most adults vaued faculty who
purposefully created class participation and used other varied teaching/learning strategies.” (Kasworm,
p.146). Certainly al these vaues would be shared by youth, but as Justice (1997) pointed out, the
adult learners come to their education with more experiences and with a greeter sense of themselves.
Kasworm aso addressed this point when she wrote, “Thus, academic outcomes are influenced by
both the internd campus environment, but more broadly by the wedth of past and current adult
commitments, involvements, and related experiences that influence learning and action in the world.” (p.

199). The effect of thisinfluence shows up in the classroom by the attentiveness, or lack thereof, of the
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gudent. “To gain the attention of adult learnersis one thing; to hold it is quite another.” (Gabraith,
1990, p.98). The literature showsthat adults are less likely to tolerate instructors that do not mest their
expectations.

“Adults vote with their feet,” afavorite adage of adult educators, is frequently used to describe a

characterigtic of adult learners. In most circumstances, adults are not captive learners and, if the

learning Stuation does not suit their needs and interests, they will smply stop coming. (Imel, 1994,

p.3).

Another important factor in assessing any differences between adult and youthful learnersisthe
motivation of the student to learn. Knowles, (1980) believed that people become ready to learn
something when they experience aneed to learn it in order to better cope with red-life tasks or
problems. (p. 44). Coupled with that connection to life, adults often are motivated by more than just a
desire for more knowledge. “[Adults] have a strong need to gpply what they have learned” (Gdbraith,
1990, p.99). Hannery, (1997) listed a number of reasons that motivate adults to learn, including gaining
knowledge, improving sdf-esteem, gaining financia reward, and advancing in their careers. (P.22).

Some of the literature dso presented the opposing point of view that adults do not pose a
sgnificant challenge to standard ingtructional methodology. For instance, Feuer & Geber, (1988) posed
the question: Do adult educators employ andragogicd techniques because adultsredly are Hf-
directed learners, or do they use these methods because they believe adults should be Sf-directed
learners? (p. 1). Thisview of the theory of andragogy being based on erroneous suppositions supports
indructing everybody in the same traditiond manner. Another dant on the differences was that of ability

to learn. Gabraith (1990) presented the two conflicting views of adult learners as being fairly
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widespread. He put it asfollows:

Thefirg isheld by Main Street Americans,; it represents adult learners as less capable than young

learners. It's essenceis captured by the proverb ‘you can't teach an old dog new tricks. The

second is held by many professiona educators of adults; it represents adult learners as super

learners. (p. 23).

A third concept opposing andragogy was more academic and challenged the concept being alegitimate
theory. “It is presumptuous to tak ... about theory building; like most fields of educationd research, we
are very far from ready for that advanced activity.” (Cross, 1981, p.220). While there was some
criticism of andragogy as atheory and of its best gpplication, nearly al of the literature supported the
ideathat adults deserved, if not demanded, specid considerations aslearners. The biggest concern by
those authors who opposed andragogy as a method of teaching adults was not that the methodology
was flawed, but that it should not single out adults. “Kids have just as much need for learning to be life-
centered, task-centered and problem-centered. It’'sjust that the nature of their tasks, problems and
livesisdifferent.” (Feuer & Geber, 1988, p.1)

The literature aso made it clear that the subject matter is an important factor in consdering the
best methodology, regardiess of the age of the learners. Student centered learning is not necessarily the
best gpproach in dl classes. Knowles, (1980) in comparing his new theory with pedagogy noted that
neither mode would work best al the time for any age of learners. He suggested that one should first
determineif the learner is sdf-directed in the particular endeavor at hand and then apply the appropriate
modd. (p. 43). Gdbraith, (1990) wrote, “ There is no one modd of discussion leadership suitable for

al groupsor dl curricula” (p. 196). Aslmd (1995) put it, “Should teaching adults be different? The
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answer to that would, of course, depend upon the purpose of the teaching-learning Stuation, induding
what approach and methods seem to be appropriate, as well as the needs of the learners.” ( p.4).

Many of the authors emphasized the learning environment as being of sgnificance to the adult
learner. The point was made that providing proper support for the adult learner involved providing a
learning environment that meets both physical and psychologica needs, (Imel, 1994; Knowles, 1980;
Lee, 1998). Knowles explained that the physical environment should be comfortable and informa and
at the same time adults should fedl accepted, respected, and supported.

Asto the physica needs, Galbraith (1990) suggested that the room should be organized with five
or six chairsto atable to provide good eye contact with al participants. He dso stated, “ Opinions
differ asto the optimal size for interaction, but the consensus seems to be that somewhere between ten
and twenty members offers the best chance for provocative discusson.” (p. 194). Another physica
aspect that should be considered is the potentiad for distractions. It isimportant to keep the room safe
from interruptions and digtractions (Gabraith, 1990).

Psychologicdly, developing an amaosphere in which adults fed both safe and chalenged should
bethe god. “Any anxiety learners might have about appearing foolish or exposing themsdvesto falure
should be eased, but they should not fed so safe that they do not question their current assumptions or
are not challenged in other ways.” (Imel, 1994, p.3). Barr (1996) expanded on that concept. She said,
“It is necessary to break down competition and focus on collaboration, ‘to create an atmosphere that
honor the spirit of inquiry. People will take the route of safety. They won't experiment if they don't fed
safe’” (p. 190). Kasworm'sresearchin 1994 found that adult students had specific beliefs about the

classroom environment. “They believed in active involvement through committed attentive presencein
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the classroom and an active cognitive interaction with course idess.” (p. 145-6).

Some of the literature presented quite impressive qudlifications and requirements for ingructors
using this methodology. Hartin (1998), wrote, “ Effective facilitation ... is consderably more chalenging
than ddivering alecture and, in part, requires adifferent set of skills and abilities.” (p.98). Overdl,
however, it was clearly expressed that the lay ingtructor could learn and use this technique very
effectively. Galbraith (1990) presented the necessary characteristics of an adult educator as possessing
knowledge of the content, the learners, and the methods (p. 4). “Facilitation skills are neither soft nor
intangible, and outstanding facilitators are trained, not born.” (Burns, 1995, p.51).

SUMMARY : Review of the literature provided evidence that educating adultsis sgnificantly
different enough to deserve attention by fire service ingtructors. The literature promoted the importance
of being aware of motivesto learn, adult attitudes toward learning, and adults natural desireto be
included in the process, then adjusting ingtructiona methodology accordingly. Facilitating learning has
been promoted as the best overal methodology when working with adults, content permitting. This
provides more learner involvement and fosters more interest by adult learners. Facilitation techniques
will take training and practice, but they are not so complicated that they can’t be used effectively by lay
ingtructors such asfire officers.

PROCEDURES

Firgt, descriptive research methodology was used to properly identify the source of the
dissatisfaction with training classes given at SVFD. An employee survey was prepared and distributed
to al suppression personnel at SVFD except training personnel and chief officers. The survey was

designed primarily to identify the current employees’ atitudes toward training classesin the classroom
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aswdl as on thedrill ground. Of the one hundred and twenty-two surveys distributed, seventy-eght
were returned.
Instrumentation

The god for the survey was to answer research question #1.

Question #1 asked for respondents to rate the number of hands-on drills given in a cdendar year
as, a) too few, b) about right, or ¢) too many.

Question #2 asked for respondents to rate the amount of classroom training in a calendar year as,
a) too few, b) about right, or ¢) too many.

Question #3 asked if the drills presented by our training divison were;
a) very effective, b) adequate to meet our needs, or ¢) not worth the time spent.

Question #4 asked if the classes ingtructed by our personnel were; a) very effective training, b)
adeguate to meet our needs, or ¢) not worth the time spent.

Question #5 was open ended and asked how training or classes could be improved.

Question #6 asked for comments.

All returned surveys were tabulated and andlyzed. A copy of the survey isdisplayed in appendix

Limitations and assumptions
1. Itisassumed that the individuals responded to the survey honestly and were not significantly
influenced by informa peer groups.

2. The number of surveys returned was not quite high enough to assure an optimum 95%
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confidence leve, but was fdt to be sufficiently high for the purpose of this sudy.

Higtorica research methodology was aso used in the form of areview of literature on adult
education methodology, student centered learning, and facilitation techniques. This research was used
to determineif there were dternative indruction techniques that could be used effectively by fire service
ingructors and if ingtructiona methodology for teaching adults was significantly different. This higtorica
research was directed at research questions #2, #3, and #4. Firg aliterature review was conduced at
the Learning Resource Center at the National Emergency Training Center in April of 1998. Following
that, a search was made using the Spokane Public Library in Spokane, Washington, the Seettle Public
Library in Seettle, Washington, and the library a Gonzaga University in Spokane. Computerized data
retrieval systems were searched for books, periodicas, and research paperslocated at these libraries,
aswdl asthose available over the Internet. The search concentrated on trendsin training and
ingructional methodology from 1980 through 1998. Severd publications were identified as having
relevance, and those publications were reviewed and summarized for incusion in the literature review
section of this paper.

Findly, evauative research methodology was used to eva uate the effectiveness of facilitation in
place of lecturing, asidentified by the prior research and also to address research question #4. This
evauative research was in the form of first presenting classesto three groups of personnd a SVFD
using atypica lesson plan and following standard ingtructiond methodology. These classeswere on
enhancing customer service by the fire service and were conducted by the author of this paper.
Following those classes, an outline was prepared for facilitating a discussion of the same customer

service material. Three group discussions with personnel who did not attend the previous classes were
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facilitated, aso by the author of this paper. At the conclusion of each class or discussion, a
guestionnaire was presented to each participant which asked for the individud’ s perspective on the
benefits and drawbacks for enhancing the level of customer service of the fire department, aswell as
asking for suggestions of customer service opportunities for both the department and the individud
employee. A copy of the lesson plan, facilitation outline, and the follow-up questionnaire are included in
Appendix A.
Limitations

The author of this paper has been recently self-taught in facilitation techniques and prior to the
research discussions had no experience as afacilitator. While the discussions were productive, thereis

no doubt that practice would improve the results.

RESULTS

The research clearly indicated a need for improving the ddivery of classroom training a Spokane
Valey Fire Department. The employee survey indicated that the hands-on training was well received
with 81% of the respondents indicating the number of drills was about right, and 68% indicating the
drillswere “very effective’. Another 22% rated them adequate to meet our needs and only 10% rated
them as poor. However, the classroom training was not so well received with 36% of those responding
indicating thet there were too many classes being given and the other 64% rating them as about right.
The most telling response was to the assessment of the quality of those classes. Fifty-five percent rated
the classes as not being worth the time spent on them and 33% thought they were adequate. Only 12%

of the respondents thought the classes represented “very effective training”. The comments provided in
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questions 5 and 6 of the survey provided some indication of the nature of the dissatisfaction. As
expected, there were some comments that merely amounted to personal attacks on personnd in the
training divison that could be atributed to persondities, but there were aso some comments and
suggestions that were repesated often enough to be sgnificant. Those were asfollows:

»Use more outside indructors.

» ScreerVlimit officers sdlected for indructing classes.

»Don't read to the class.

» Send classes out on video tape instead of presenting them in the classroom.

» Provide ingructor training for officers.

» Eliminate classroom training dtogether.

These responses provided a clear indication of where the problem lies and also answered research
question #1.

Answering question #2, the literature review provided strong evidence that there is a sgnificant
difference between teaching adults and teaching youth. “Adults have certain ego needs and a sense of
pride and therefore prefer to be self-directed. Activities designed to dlow this sdf-direction are more
likely to receive willing acceptance and encourage serious effortsto learn.” (Notar, 1994, p.24).

Nearly dl of the literature agreed that the most effective method of ingructing adultsisto facilitate
the learning sessons rather than lecture in the traditional manner. The program content should be
student- driven and the instructor should guide the discussion rather than present the materid asthe
authority. Barr (1996) described afacilitator as a person who is not a judge, teacher, or even atask

leader, but rather an instrument to help people discover themsalves (p.188). Asingructiona
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methodology this technique has not been officidly recognized or given any name which complicated the
research, however once the appropriate groups of terms were identified for research, a significant
number of publications were found. 1n 1980 Knowles called it andragogy. 1n 1986 Brookfield caled it
facilitating and in 1993 Carter called it coaching. 1n 1996 Barr referred to the method as collaboration
and in 1997 Flannery used the term “participative learning”. In the review of the literature it became
clear that they were dl writing about the same basic methodology of instructing a group which could be
described as the act of guiding the group process toward an agreed objective. The facilitator guidesthe
process and does not get involved in the content. Hunter, Bailey, & Taylor (1995) wrote, “It doesn't
work to pop in and out of the facilitator’ srole, trying to take part in the decisionmaking aswel as
fecilitating.” (p.91). Further, as Galbraith (1990) said “Buit for facilitators to enter discussonswith
preconceived agendas of ams, objectives, or outcomes is to be guilty of an insgdious manipulation. Itis
aso to run the very red risk of being perceived by learners as dishonest and inauthentic.” (p. 189).
Thereis no standard model and the facilitator must adapt to the needs of the group and the content.

Short of an actud mode, there were a number of guidelines that were a common thread through
the publications. “Adult educators should have an understanding of adult learners; provide a climate
conducive to learning; provide a contextua setting for the exploration of new skills, ideas, and
resolutions; provide aforum for critica reflection; and have the ability to assist adultsin the process of
learning *how to change our perspectives, shift our paradigms, and replacing one way of interpreting the
world by another.”” (Gabraith, 1990, p. 6). This method of facilitation answers research question #3.
Generd guiddines for facilitating have been included in gppendix B of this paper.

The literature indicated that effective facilitation did not require specidized skills that could not be
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learned by lay indructors. Burns (1995) said, “Most people can learn to facilitate well.” (p.46). With a
little ingtruction, the art of facilitating could be learned by any indructors who have reasonably good
people skills and the ability to be themsdves. It sredly amatter of usng your own style. As Gabraith
(1990) put it, “One of the most damaging mistakes facilitators can makeis leading discussonsisto
pretend to a personality they don't possess.” (p.199). The literature did not imply that effective
facilitation was easy, but that the skills required could be learned with ingtruction and practice, thus
answering research question #4. Hunter et al. (1995) recommended first having experience in group
work, if not as afacilitator then as a participant

(p.169).

The evaudive research verified the findings noted above. Even though the lesson plan followed
for thefirdg three classesincluded ample time for discussion, the three sessions which were facilitated all
provided more discussion and more interest in the topic. Further, the questionnaires filled out after the
facilitated discussions provided more suggestions and more imaginative responses that the ones that
followed the typical classformat. This evauative research confirmed the analysis of the historical
research that the necessary skills can be learned by lay instructors, adso answering research question #4.
DISCUSSION

The findings of this sudy were congstent with those found in the literature review. The adult
learner brings maturity and life experience to the classroom and generdly understands thet lifelong
learning is arequirement to success in the world today. In many cases adults are more motivated to
learn, and are not in the classroom just becauseit is required of them. When they are there by forced

attendance, adults are more likely to atend physicaly, but not mentaly or emotionaly. Therefore, with
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the understanding that the classes being provided are important if not essentid training, it is necessary
that classroom training at SVFD be adapted to meet the needs of the adult learner.

The concept of fadilitating discussion instead of presenting materia as an indructor isforeign to
our culture. Mogt of us are familiar with democratic committee procedures and how to take a mgority
vote. However, when we want to get a consensus or a collective decision, we often do not know how
to proceed. Facilitation skills are designed to do just that, and with little modification they can be used
to direct discussonsin place of providing lectures. This collective decision-making can take longer than
making asmple mgority decision, but the end result may actudly save time as the whole group buysin
to the outcome and therefore the decisons (training) may actualy be implemented more quickly. The
use of fadilitating provides more flexibility which is dtractive to the adult learner aswell. Fire service
classes have often been congtructed by professionas and then taught by lay instructors who are given
little or no latitude to deviate from the specific lesson plan. When the collective experience or
knowledge of the group makes that plan ineffective, the indructor isleft with no options. Using
facilitation techniques alows the group to determine the direction of the discussion and with proper
guidance not only can draw out the information from the “instructor”, but aso tap into the collective
knowledge of the “ students’, which may be considerable.

The literature indicated that this type of ingructional methodology will become more popular as
time goeson, and “Methods that stress collaborative learning, problem solving, and critical and
reflective thinking will increase in importance.” (Gabraith, 1990, p.402). However, it isimportant to
note that there will be no one method that will be right for dl Stuations. Certainly, facilitating discussion,

amethodology based largely on group knowledge would be extremdly ineffective in a high school
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dgebraclass. Smilarly, fire service recruit school may not be a good forum for this method ether.
However, with alittle training and practice, good facilitating may be much more productive for classes
involving experienced fire personnel.

While adapting alecture to afacilitated discusson may seem totdly foreign at firdt, in many ways
it isnot unlike handling amgjor fire or other incident using the Incident Command System where the
incident commeander in effect facilitates the mitigation of the disaster using the collective knowledge and

experience of the group.

RECOMMENDATIONS

Few of us, asadults, either on the job or in our roles as citizens and family members expect to be
told what we need to know or where to find the answers as we dedl with day to day problems and
events. Therefore, we have learned to use our experience, education, and intelligence to function
effectively in those capacities. Y et, the training format for classes taught at SVFD to adult personnel
continues to utilize the sandard ingtructiona methodology that we received as children. Thisis
frugtrating for the learners and somewnheat ineffective. We have al experienced the phenomena changes
that have occurred in other aspects of the fire service, but with the exception of using computers, we sill
educate in the same basic way.

Since dl the dassroom training at SVFD has been determined to be training that is required by
the federd or state government, or by department policies, reducing or iminating the classesis not a
viable option. Therefore, the department must find away to improve the satisfaction with the delivery of

those classes. Based on the findings of the research described in this paper, it is recommended that
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SVFD train their officers in the techniques of facilitation and use that methodology whenever it is
gppropriate for the materid being presented to adult personnd. Thiswill first involve acquiring or
developing afadilitation training program for ingructors. Since dl of the officersinvolved have had
consderable experience as either an indructor or astudent in classroom situations, this would obvioudy
be an excdlent opportunity to use the method being described, even while teaching it. The
recommended course of action isto use a professond facilitator, first to develop and demongtrate the
concept for fire service ingructors and then to evauate and coach them until some experience is gained.
Asthe officers are exposed to more of this methodology, both as ingtructors and as participants, their
proficiency and comfort level will improve.

One drawback to typical facilitation istheat it can take up moretime. This must be addressed
when adapting it to the typica two hour fire service training periods. This can be done effectively,
however, by starting with abroad outline of activities and discussion that has been divided into specific
time segments and then judicioudy keeping to the time frames. Another negetive aspect of this
recommendation isthat it will involve some expense for the services of the professiond facilitator as well
as the need to schedule additiond classesinto atraining cdendar that is dready full. However, the
expected result will improve not only classroom training, but so morae and labor/management
relations which will have a postive impact on nearly al non-emergency functions of the department. An
old Chinese proverb says, “If we don’t change our direction, we will end up where we are headed.”
The fire service is famous for continualy making the same mistakes associated with our traditions and

past practices. It istimeto explore anew training paradigm.
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* * SURVEY * *
Thissurvey isfor the purpose of gathering information to assess the effectiveness of our training
programs. Pleasefill it out and return it to Assstant Chief Lobdell via department mail. It isnot

necessary to include your name.

1. The number of hands-on drills given in a calendar year by Spokane Valley Fire
Department is:

a) Too few b) About right ¢) Too many

2. The number of classroom training sessions given in a calendar year by Spokane Valley
Fire Department is:

a) Too few b) About right ¢) Too many

3. The drills presented by Spokane Valley Fire Department’s Training Division have been:
a) Very effective training
b) Adequate to meet our needs

¢) Not worth the time spent

4. The classes instructed by Spokane Valley Fire Department personnel have been:
a) Very effective training
b) Adequate to meet our needs

¢) Not worth the time spent
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Survey Page 2

5. How could training or classes at Spokane Valley Fire Department be improved?

6. Comments

** SURVEY * *
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RESULTS

This survey isfor the purpose of gathering information to assess the effectiveness of our training
programs. Pleasefill it out and return it to Assstant Chief Lobdell via department malil. It isnot

necessary to include your name.

1. The number of hands-on drills given in a calendar year by Spokane Valley Fire
Department is:

a) Too few 6 b) About right 63 ¢) Too many 9

2. The number of classroom training sessions given in a calendar year by Spokane Valley
Fire Department is:

a) Too few 0 b) About right 50 ¢) Too many __ 28

3. The drills presented by Spokane Valley Fire Department’s Training Division have been:
a) Very effective training __ 53
b) Adequate to meet our needs 17

¢) Not worth the time spent 8

4. The classes instructed by Spokane Valley Fire Department personnel have been:
a) Very effective training 9
b) Adequate to meet our needs 26

¢) Not worth the time spent __ 43



ENHANCING CUSTOMER SERVICE

POST-CLASS QUESTIONNAIRE

1. What do you see as the benefits of enhancing the level of customer service provided by

Spokane Valey Fire Department?

2. What drawbacks or negatives do you foresee in regard to enhancing our customer service?

3. What specific things could be done by the department to improve customer service?

4. What specific things could you persondly do to improve customer service?
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GUIDELINES FOR FACILITATION
Thereis no sandard modd for facilitation. Diversity in methods and materidsis necessary, and

perfection isimpossible. However, the following guidelines may be of use:

Maintain enthusasm - use a pogtive approach.

Be knowledgeable of the subject - there is no set solution.

Be adaptable - recognize aternative approaches.

Ligten attentively to participants - be genuine.

Support efforts of participants - there are no wrong answers.

Keepitinteresting - involve as many participants as possible and keep it moving.
Manage the group - prevent anyone from dominating a discussion.

Use activeligening - paraphrase for understanding.

Use questions, not statements - draw participation.

Use open ended questions - dimulate thought.

Keep the environment non-threetening - participants must fed safe to participate.
Ask for benefits before barriers - put on a pogtive spin.

Don't lecture - the ingtruction is student centered, not instructor centered.
Summarize - provide feedback and paraphrase key points.

Regularly evauate progress - demonstrate movement toward objectives.

Set time limits and stick to them.

32



Consensus Building Techniques:
- Agree on itemsto be diminated.
- Agree on items to be merged.

- Explore new options with “What 1f7".

- If dl dsefalls, offer the opportunity for aminority report.

ENCOURAGE:

- Ligtening for the whole group.

- Ligtening for what needs to be said.

- Speaking the unspeskable.

- Recognition of the group wisdom.
AVOID:

- Ignoring the unspoken upset.

- Ignoring the group wisdom.

- Pretending the distress will go away.

33

Facilitation involves a continua process of activity, reflection of activity, collaborative analyss of activity,

new activity, further reflection, further collaborative analys's, and So on. (siephen Brookfied).
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